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DETAILED ACTION 



Information Disclosure Statement 

1 . The Information Disclosure Statements filed 15 July 2004 and 19 October 2006 

have been considered. Initialed copies of the Form 1449 are enclosed herewith. 



Claim Rejections - 35 USC § 103 

2. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 1 02 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

3. Claims 1-7, 11-27, 31-40 and 43-49 are rejected under 35 U.S.C. 103(a) as 
being unpatentable over Philonenko et al. (US 2003/0009530 A1) (hereinafter 
'Philonenko') in view of Gusick et al. (US 2001/0047270 A1) (hereinafter 'Gusick'). 

4. With respect to claims 1 and 21 : Philonenko discloses: 

• establishing an immediate message connection between the at least one 
expert and the agent, wherein the immediate message connection 
enables the exchange of immediate messages between the at least one 
expert and the agent so the agent may respond to the customer query, 
(paragraphs 51, 54-56, and 61 - agent status is monitored; instant 
message sent out to obtain most current status information from server; 
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agents work load, i.e. how many calls waiting or unanswered emails will 

be used to determine availability) 
Philonenko does not teach communicating at least one expert group to an agent; 
receiving a selection from the agent that identifies an expert group from the at least one 
expert group, the selection triggering a first immediate message that includes a request 
for assistance from the expert group; identifying at least one expert that is associated 
with the expert group. However, Gusick teaches: 

• communicating at least one expert group to an agent; (paragraph 64 - 
"dispatcher preferably uses an account-specific system 100 menu to 
select the team member and send the question to the desired team 
member... typically the team member is a subject matter expert") 

• receiving a selection from the agent that identifies an expert group from 
the at least one expert group, the selection triggering a first immediate 
message that includes a request for assistance from the expert group; 
(paragraph 64 - "dispatcher preferably uses an account-specific system 
100 menu to select the team member and send the question to the 
desired team member... typically the team member is a subject matter 
expert") 

• identifying at least one expert that is associated with the expert group; 
(paragraph 64 - "dispatcher preferably uses an account-specific system 
100 menu to select the team member and send the question to the 
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desired team member... typically the team member is a subject matter 
expert"). 

Under the system in Gusick a customer service system provides the ability for in- 
network and out-of-network parties to communicate with each other. Within this system 
an agent can be considered an expert on certain topics and likewise there are also 
designated experts. The focus of Philonenko is to provide software that monitors 
network entities using instant messaging. 

5. With respect to claims 2 and 22: Philonenko teaches the limitations recited in 
the rejections above. Philonenko does not teach the identifying the at least one expert 
includes retrieving a predefined association between the at least one expert and the 
expert group. However, Gusick teaches the identifying the at least one expert includes 
retrieving a predefined association between the at least one expert and the expert 
group, (paragraph 64 - "dispatcher preferably uses an account-specific system 100 
menu to select the team member and send the question to the desired team member ... 
typically the team member is a subject matter expert"). 

Under the system in Gusick a customer service system provides the ability for in- 
network and out-of-network parties to communicate with each other. Within this system 
an agent can be considered an expert on certain topics and likewise there are also 
designated experts. The focus of Philonenko is to provide software that monitors 
network entities using instant messaging. 

6. With respect to claims 3 and 23: Philonenko teaches the identifying the at least 
one expert includes using an immediate message service to monitor a status of the at 
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least one expert, (paragraphs 51 and 54-56 - agent status is monitored; instant 
message sent out to obtain most current status information from server) 

7. With respect to claims 4 and 24: Philonenko teaches the identifying the at least 
one expert includes identifying the at least one expert if the status of the at least one 
expert permits an interruption, (paragraphs 51, 54-56, and 61 - agent status is 
monitored; instant message sent out to obtain most current status information from 
server; agents work load, i.e. how many calls waiting or unanswered emails will be used 
to determine availability) 

8. With respect to claim 5: Philonenko teaches the identifying the at least one 
expert includes executing a workflow including business logic to access configuration 
data associated with the at least one expert, (paragraphs 51 and 54-56 - agent status is 
monitored; instant message sent out to obtain most current status information from 
server; agents work load, i.e. how many calls waiting or unanswered emails will be used 
to determine availability) 

9. With respect to claims 6 and 26: Philonenko teaches the identifying of the at 
least one expert includes communicating via an immediate message service to 
determine if the at least one expert will provide expert support to the agent, (paragraphs 
51 and 54-56 - agent status is monitored; instant message sent out to obtain most 
current status information from server; agents work load, i.e. how many calls waiting or 
unanswered emails will be used to determine availability) 

10. With respect to claims 7 and 27: Philonenko teaches communicating via an 
immediate message service includes at least one of a parallel communication and a 
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serial communication, (paragraphs 51 and 54-57 - agent status is monitored; instant 
message sent out to obtain most current status information from server; agents work 
load, i.e. how many calls waiting or unanswered emails will be used to determine 
availability; response message can be returned) 

1 1 . With respect to claims 11 and 31: Philonenko teaches identifying of the at least 
one expert includes identifying a predetermined number of experts that accepts the 
request for assistance, (paragraphs 62-63 - out of 12 available agents 1 is chosen) 

12. With respect to claims 12 and 32: Philonenko teaches the limitations recited in 
the rejections above. Philonenko does not teach the establishing of the immediate 
message connection includes connecting the agent to a customer interaction system, 
which in turn, is connected to the at least one expert. However, Gusick teaches the 
establishing of the immediate message connection includes connecting the agent to a 
customer interaction system, which in turn, is connected to the at least one expert, 
(paragraphs 53, 54, 64, 66, 71 and 73 - dispatcher receives question from customer; 
he/she then forwards question to an in-network and out-network team member or 
expert; after responding to the question the team member or expert returns question 
with answer to the dispatcher who then sends answer to customer). 

Under the system in Gusick a customer service system provides the ability for in- 
network and out-of-network parties to communicate with each other. Within this system 
an agent can be considered an expert on certain topics and likewise there are also 
designated experts. The focus of Philonenko is to provide software that monitors 
network entities using instant messaging. 
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13. With respect to claims 13 and 33: Philonenko teaches the customer interaction 
system is dropped from the immediate message connection, (paragraphs 109-111 - 
client status can be shown to be off-line) 

14. With respect to claims 14 and 34: Philonenko teaches the limitations recited in 
the rejections above. Philonenko does not teach the expert group, the at least one 
expert and the agent are identified with instant message screen names. However, 
Gusick teaches the expert group, the at least one expert and the agent are identified 
with instant message screen names, (paragraphs 51; 96-99 - log-in ID used; parties 
can take on personalities) 

Under the system in Gusick a customer service system provides the ability for in- 
network and out-of-network parties to communicate with each other. Within this system 
an agent can be considered an expert on certain topics and likewise there are also 
designated experts. The focus of Philonenko is to provide software that monitors 
network entities using instant messaging. 

15. With respect to claims 15 and 35: Philonenko teaches the immediate message 
includes an instant message and the immediate message connection includes an 
instant message connection and an immediate message service includes an instant 
message service and an immediate message session includes an instant message 
session and an immediate message metadata includes an instant message metadata, 
(paragraphs 51 and 54-56 - agent status is monitored; instant message sent out to 
obtain most current status information from server; agents work load, i.e. how many 
calls waiting or unanswered emails will be used to determine availability) 
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16. With respect to claims 16 and 36: Philonenko teaches the limitations recited in 
the rejections above. Philonenko does not teach the customer query includes at least 
one of an email, a telephone call, a second immediate message, and a web chat that is 
established and processed by a customer interaction system. However, Gusick teaches 
the customer query includes at least one of an email, a telephone call, a second 
immediate message, and a web chat that is established and processed by a customer 
interaction system, (paragraphs 45-46 - customer can submit a voice query by 
speaking into telephone; customer can also send web-based word query). 

Under the system in Gusick a customer service system provides the ability for in- 
network and out-of-network parties to communicate with each other. Within this system 
an agent can be considered an expert on certain topics and likewise there are also 
designated experts. The focus of Philonenko is to provide software that monitors 
network entities using instant messaging. 

17. With respect to claims 17 and 37: Philonenko teaches including logging an 
immediate message session between the agent and the at least one expert in an 
immediate message log for subsequent searching, wherein the immediate message 
session includes immediate message metadata and immediate messages, (paragraphs 
51 and 54-56 - agent status is monitored; instant message sent out to obtain most 
current status information from server; agents work load , i.e. how many calls waiting or 
unanswered emails will be used to determine availability) 

18. With respect to claims 18 and 38: Philonenko teaches including capturing 
statistics on a plurality of immediate message sessions and reporting the statistics to 
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facilitate the management of the customer interaction system, (paragraphs 51 and 54- 
56 - agent status is monitored; instant message sent out to obtain most current status 
information from server; agents work load , i.e. how many calls waiting or unanswered 
emails will be used to determine availability) 

19. With respect to claims 19 and 39: Philonenko teaches the limitations recited in 
the rejections above. Philonenko does not teach the identifying the at least one expert 
includes identifying the at least one expert based on the name of an expert that was 
selected by the agent. However, Gusick teaches the identifying the at least one expert 
includes identifying the at least one expert based on the name of an expert that was 
selected by the agent, (paragraph 64 - "dispatcher preferably uses an account-specific 
system 100 menu to select the team member and send the question to the desired team 
member ... typically the team member is a subject matter expert"). 

Under the system in Gusick a customer service system provides the ability for in- 
network and out-of-network parties to communicate with each other. Within this system 
an agent can be considered an expert on certain topics and likewise there are also 
designated experts. The focus of Philonenko is to provide software that monitors 
network entities using instant messaging. 

20. With respect to claims 20 and 40: Philonenko teaches the limitations recited in 
the rejections above. Philonenko does not teach communicating at least one expert 
group to the agent includes communicating expert groups associated with the agent. 
However, Gusick teaches communicating at least one expert group to the agent 
includes communicating expert groups associated with the agent, (paragraph 64 - 
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"dispatcher preferably uses an account-specific system 100 menu to select the team 
member and send the question to the desired team member... typically the team 
member is a subject matter expert"). 

Under the system in Gusick a customer service system provides the ability for in- 
network and out-of-network parties to communicate with each other. Within this system 
an agent can be considered an expert on certain topics and likewise there are also 
designated experts. The focus of Philonenko is to provide software that monitors 
network entities using instant messaging. 

21. With respect to claim 25: Philonenko teaches the identification module is to 
execute a workflow that includes business logic to access configuration data associated 
with the at least one expert to identify the at least one expert, (paragraphs 51 and 54-56 
- agent status is monitored; instant message sent out to obtain most current status 
information from server; agents work load, i.e. how many calls waiting or unanswered 
emails will be used to determine availability). 

22. With respect to claim 43: Philonenko teaches: 

• establishing an immediate message connection between the at least one 
expert and the agent, wherein the immediate message connection 
enables the exchange of immediate messages between the at least one 
expert and the agent so the agent may respond to the customer query, 
(paragraphs 51 and 54-56 - agent status is monitored; instant message 
sent out to obtain most current status information from server; agents work 
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load, i.e. how many calls waiting or unanswered emails will be used to 

determine availability) 
Philonenko does not teach communicating a choice of preferences to an agent; 
receiving a selection of preferences from the agent, the selection of preferences 
triggering a first immediate message that includes a request for assistance from at least 
one expert; and identifying at least one expert based on the selection of preferences. 
However, Gusick teaches: 

• communicating a choice of preferences to an agent; (paragraph 64 - 
"dispatcher preferably uses an account-specific system 100 menu to 
select the team member and send the question to the desired team 
member ... typically the team member is a subject matter expert") 

• receiving a selection of preferences from the agent, the selection of 
preferences triggering a first immediate message that includes a request 
for assistance from at least one expert; (paragraph 64 - "dispatcher 
preferably uses an account-specific system 100 menu to select the team 
member and send the question to the desired team member ... typically 
the team member is a subject matter expert") 

• identifying at least one expert based on the selection of preferences; 
(paragraph 64 - "dispatcher preferably uses an account-specific system 
100 menu to select the team member and send the question to the 
desired team member ... typically the team member is a subject matter 
expert") 
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Under the system in Gusick a customer service system provides the ability for in- 
network and out-of-network parties to communicate with each other. Within this system 
an agent can be considered an expert on certain topics and likewise there are also 
designated experts. The focus of Philonenko is to provide software that monitors 
network entities using instant messaging. 

23. With respect to claim 44: Philonenko teaches the identifying the at least one 
expert includes using an immediate message service to monitor a status of the at least 
one expert, (paragraphs 51 and 54-56 - agent status is monitored; instant message sent 
out to obtain most current status information from server; agents work load, i.e. how 
many calls waiting or unanswered emails will be used to determine availability) 

24. With respect to claim 45: Philonenko teaches the identifying the at least one 
expert includes identifying the at least one expert if the status of the at least one expert 
permits an interruption, (paragraphs 51 and 54-56 - agent status is monitored; instant 
message sent out to obtain most current status information from server; agents work 
load, i.e. how many calls waiting or unanswered emails will be used to determine 
availability) 

25. With respect to claim 46: Philonenko teaches: 

• a communication module to communicate a choice of preferences to an 
agent, the communication module to further receive a selection of 
preferences from the agent, the selection of preferences triggering a first 
immediate message that includes a request for assistance from at least 
one expert; (paragraphs 51 and 54-56 - agent status is monitored; instant 
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message sent out to obtain most current status information from server; 
agents work load, i.e. how many calls waiting or unanswered emails will 
be used to determine availability) and 
• a connection module to establish an immediate message connection 
between the at least one expert and the agent, wherein the immediate 
message connection enables the exchange of immediate messages 
between the at least one expert and the agent so the agent may respond 
to the customer query, (paragraphs 51 and 54-56 - agent status is 
monitored; instant message sent out to obtain most current status 
information from server; agents work load, i.e. how many calls waiting or 
unanswered emails will be used to determine availability) 
Philonenko does not teach an identification module to identify at least one expert 
based on the selection of preferences. However, Gusick teaches: 

• an identification module to identify at least one expert based on the 
selection of preferences; (paragraph 64 - "dispatcher preferably uses an 
account-specific system 100 menu to select the team member and send 
the question to the desired team member ... typically the team member is 
a subject matter expert") 
Under the system in Gusick a customer service system provides the ability for in- 
network and out-of-network parties to communicate with each other. Within this system 
an agent can be considered an expert on certain topics and likewise there are also 
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designated experts. The focus of Philonenko is to provide software that monitors 
network entities using instant messaging. 

26. With respect to claim 47: Philonenko teaches the identification module utilizes 
an immediate message service to monitor a status of the at least one expert, 
(paragraphs 51 and 54-56 - agent status is monitored; instant message sent out to 
obtain most current status information from server; agents work load, i.e. how many 
calls waiting or unanswered emails will be used to determine availability) 

27. With respect to claim 48: Philonenko teaches the identification module is to 
identify the at least one expert if the status of the at least one expert permits an 
interruption, (paragraphs 51 and 54-56 - agent status is monitored; instant message 
sent out to obtain most current status information from server; agents work load, i.e. 
how many calls waiting or unanswered emails will be used to determine availability) 

28. With respect to claim 49: Philonenko teaches: 

• receive a selection of preferences from the agent, the selection of 
preferences triggering a first immediate message that includes a request 
for assistance from at least one expert; (paragraphs 51 and 54-56 - agent 
status is monitored; instant message sent out to obtain most current status 
information from server; agents work load, i.e. how many calls waiting or 
unanswered emails will be used to determine availability) and 

• establish an immediate message connection between the at least one 
expert and the agent, wherein the immediate message connection 
enables the exchange of immediate messages between the at least one 
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expert and the agent so the agent may respond to the customer query, 
(paragraphs 51 and 54-56 - agent status is monitored; instant message 
sent out to obtain most current status information from server; agents work 
load, i.e. how many calls waiting or unanswered emails will be used to 
determine availability) 
Philonenko does not teach communicate a choice of preferences to an agent and 

identify at least one expert based on the selection of preferences. However, Gusick 

teaches: 

• communicate a choice of preferences to an agent; (paragraph 64 - 
"dispatcher preferably uses an account-specific system 100 menu to 
select the team member and send the question to the desired team 
member... typically the team member is a subject matter expert") 

• identify at least one expert based on the selection of preferences; 
(paragraph 64 - "dispatcher preferably uses an account-specific system 
100 menu to select the team member and send the question to the 
desired team member... typically the team member is a subject matter 
expert")and 

Under the system in Gusick a customer service system provides the ability for in- 
network and out-of-network parties to communicate with each other. Within this system 
an agent can be considered an expert on certain topics and likewise there are also 
designated experts. The focus of Philonenko is to provide software that monitors 
network entities using instant messaging. 
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29. Claims 41, 42 and 50-56 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Philonenko in view of Petrunka et al. (US 5,987,116) (hereinafter 
"Petrunka"). 

30. With respect to claim 41 : Philonenko teaches: 

• a second means for identifying at least one expert that is associated with 
the expert group; (paragraphs 62-63 - out of 12 available agents 1 is 
chosen) and 

• a third means for establishing an immediate message connection between 
the at least one expert and the agent, wherein the immediate message 
connection enables the exchange of immediate messages between the at 
least one expert and the agent so the agent may respond to the customer 
query, (paragraphs 51 and 54-56 - agent status is monitored; instant 
message sent out to obtain most current status information from server; 
agents work load, i.e. how many calls waiting or unanswered emails will 
be used to determine availability) 

Philonenko does not teach a first means for communicating an expert group to 
an agent, the first means to further receive a selection from the agent that identifies the 
expert group, the selection triggering a first immediate message that requests 
assistance from the at least one expert group. However, Petrunka teaches: 

• a first means for communicating an expert group to an agent, the first 
means to further receive a selection from the agent that identifies the 
expert group, the selection triggering a first immediate message that 
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requests assistance from the at least one expert group; (col. 2, lines 45-54 
and col. 3, lines 29-38 - routes call from customer to team of agents) 
Under the system in Petrunka a customer service system provides the ability to 
connect a customer with an agent within a virtual team of agents. The amount of agents 
or customers involved can be one or more. Agent status information is also available 
with this system. The focus of Philonenko is to provide software that monitors network 
entities using instant messaging. 
31 . With respect to claim 42: Philonenko teaches: 

• communicate at least one expert group to an agent; (paragraphs 51 and 
54-56 - agent status is monitored; instant message sent out to obtain most 
current status information from server; agents work load, i.e. how many 
calls waiting or unanswered emails will be used to determine availability) 

• identify at least one expert that is associated with the expert group; 
(paragraphs 62-63 - out of 12 available agents 1 is chosen) and 

• establish an immediate message connection between the at least one 
expert and the agent, wherein the immediate message connection 
enables the exchange of immediate messages between the at least one 
expert and the agent so the agent may respond to the customer query, 
(paragraphs 51 and 54-56 - agent status is monitored; instant message 
sent out to obtain most current status information from server; agents work 
load, i.e. how many calls waiting or unanswered emails will be used to 
determine availability) 
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Philonenko does not teach receive a selection from the agent that identifies an 
expert group from the at least one expert group, the selection triggering a first 
immediate message that includes a request for assistance from the expert group. 
However, Petrunka teaches: 

• receive a selection from the agent that identifies an expert group from the 
at least one expert group, the selection triggering a first immediate 
message that includes a request for assistance from the expert group; 
(col. 2, lines 45-54 and col. 3, lines 29-38 - routes call from customer to 
team of agents) 

Under the system in Petrunka a customer service system provides the ability to 
connect a customer with an agent within a virtual team of agents. The amount of agents 
or customers involved can be one or more. Agent status information is also available 
with this system. The focus of Philonenko is to provide software that monitors network 
entities using instant messaging. 
32. With respect to claim 50: Philonenko teaches: 

• identifying at least one expert that is associated with the expert group; 
(paragraphs 62-63 - out of 12 available agents 1 is chosen) and 

• establishing an immediate message connection between the at least one 
expert and the requester, wherein the immediate message connection 
enables the exchange of immediate messages between the at least one 
expert and the requester so the requester may receive a response to the 
requester query, (paragraphs 51 and 54-56 - agent status is monitored; 
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instant message sent out to obtain most current status information from 
server; agents work load , i.e. how many calls waiting or unanswered 
emails will be used to determine availability) 
Philonenko does not teach communicating at least one expert group to a 
requester; receiving a selection from the requester that identifies an expert group from 
the at least one expert group, the selection triggering a first immediate message that 
includes a request for assistance from the expert group. However, Petrunka teaches: 

• communicating at least one expert group to a requester; (col. 2, lines 45- 
54 and col. 3, lines 29-38 - routes call from customer to team of agents) 
and 

• receiving a selection from the requester that identifies an expert group 
from the at least one expert group, the selection triggering a first 
immediate message that includes a request for assistance from the expert 
group; (col. 2, lines 45-54 and col. 3, lines 29-38 - routes call from 
customer to team of agents) 

Under the system in Petrunka a customer service system provides the ability to 
connect a customer with an agent within a virtual team of agents. The amount of agents 
or customers involved can be one or more. Agent status information is also available 
with this system. The focus of Philonenko is to provide software that monitors network 
entities using instant messaging. 

33. With respect to claim 51 : Philonenko teaches the identifying the at least one 
expert includes using an immediate message service to monitor a status of the at least 
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one expert, (paragraphs 51 and 54-56 - agent status is monitored; instant message sent 
out to obtain most current status information from server; agents work load, i.e. how 
many calls waiting or unanswered emails will be used to determine availability) 

34. With respect to claim 52: Philonenko teaches identifying the at least one expert 
includes identifying the at least one expert if the status of the at least one expert permits 
an interruption, (paragraphs 51 and 54-56 - agent status is monitored; instant message 
sent out to obtain most current status information from server; agents work load, i.e. 
how many calls waiting or unanswered emails will be used to determine availability) 

35. With respect to claim 53: Philonenko teaches: 

• an identification module to identify at least one expert that is associated 
with the expert group; (paragraphs 62-63 - out of 12 available agents 1 is 
chosen) and 

• a connection module to establish an immediate message connection 
between the at least one expert and the requester, wherein the immediate 
message connection enables the exchange of immediate messages 
between the at least one expert and the requester so the agent may 
receive a response to the requester query, (paragraphs 51 and 54-56 - 
agent status is monitored; instant message sent out to obtain most current 
status information from server; agents work load, i.e. how many calls 
waiting or unanswered emails will be used to determine availability) 

Philonenko does not teach a communication module to communicate at least one 
expert group to the requester, the communication module to further receive a selection 
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from the agent that identifies an expert group from the at least one expert group, the 
selection triggering a first immediate message that includes a request for assistance 
from the expert group. However, Petrunka teaches: 

• a communication module to communicate at least one expert group to the 
requester, the communication module to further receive a selection from 
the agent that identifies an expert group from the at least one expert 
group, the selection triggering a first immediate message that includes a 
request for assistance from the expert group; (col. 2, lines 45-54 and col. 
3, lines 29-38 - routes call from customer to team of agents) 
Under the system in Petrunka a customer service system provides the ability to 
connect a customer with an agent within a virtual team of agents. The amount of agents 
or customers involved can be one or more. Agent status information is also available 
with this system. The focus of Philonenko is to provide software that monitors network 
entities using instant messaging. 

36. With respect to claim 54: Philonenko teaches the identification module utilizes 
an immediate message service to monitor a status of the at least one expert, 
(paragraphs 51 and 54-56 - agent status is monitored; instant message sent out to 
obtain most current status information from server; agents work load, i.e. how many 
calls waiting or unanswered emails will be used to determine availability). 

37. With respect to claim 55: Philonenko teaches the identification module is to 
identify the at least one expert if the status of the at least one expert permits an 
interruption, (paragraphs 51 and 54-56 - agent status is monitored; instant message 
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sent out to obtain most current status information from server; agents work load, i.e. 
how many calls waiting or unanswered emails will be used to determine availability) 
38. With respect to claim 56: Philonenko teaches: 

• communicate at least one expert group to a requester; (paragraphs 51 
and 54-56 - agent status is monitored; instant message sent out to obtain 
most current status information from server; agents work load, i.e. how 
many calls waiting or unanswered emails will be used to determine 
availability) 

• identify at least one expert that is associated with the expert group; 
(paragraphs 51 and 54-56 - agent status is monitored; instant message 
sent out to obtain most current status information from server; agents work 
load, i.e. how many calls waiting or unanswered emails will be used to 
determine availability)and 

• establish an immediate message connection between the at least one 
expert and the requester, wherein the immediate message connection 
enables the exchange of immediate messages between the at least one 
expert and the requester so the requester may receive a response to the 
requester query, (paragraphs 51 and 54-56 - agent status is monitored; 
instant message sent out to obtain most current status information from 
server; agents work load, i.e. how many calls waiting or unanswered 
emails will be used to determine availability) 
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Philonenko does not teach receive a selection from the requester that identifies 
an expert group from the at least one expert group, the selection triggering a first 
immediate message that includes a request for assistance from the expert group. 
However, Petrunka teaches: 

• receive a selection from the requester that identifies an expert group from 
the at least one expert group, the selection triggering a first immediate 
message that includes a request for assistance from the expert group; 
(col. 2, lines 45-54 and col. 3, lines 29-38 - routes call from customer to 
team of agents) 

Under the system in Petrunka a customer service system provides the ability to 
connect a customer with an agent within a virtual team of agents. The amount of agents 
or customers involved can be one or more. Agent status information is also available 
with this system. The focus of Philonenko is to provide software that monitors network 
entities using instant messaging. 

39. Claims 8-10 and 28-30 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Philonenko in view of Gusick and further in view of Petrunka . 

40. With respect to claims 8 and 28: Philonenko/Gusick teach the limitations cited 
in the rejections above. Philonenko/Gusick do not teach the identifying of the at least 
one expert includes at least one of presenting the request for assistance to all experts in 
the expert group and presenting the request for assistance to a predetermined number 
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of experts in the expert group and presenting the request for assistance to at least one 
expert based on preferences selected by an agent. 

However, Petrunka teaches the identifying of the at least one expert includes at 
least one of presenting the request for assistance to all experts in the expert group and 
presenting the request for assistance to a predetermined number of experts in the 
expert group and presenting the request for assistance to at least one expert based on 
preferences selected by an agent, (col. 2, lines 45-54 and col. 3, lines 29-38 - routes 
call from customer to team of agents) 

Under the system in Petrunka a customer service system provides the ability to 
connect a customer with an agent within a virtual team of agents. The amount of agents 
or customers involved can be one or more. Agent status information is also available 
with this system. The focus of Philonenko is to provide software that monitors network 
entities using instant messaging. The focus of the system in Gusick a customer service 
system provides the ability for in-network and out-of-network parties to communicate 
with each other. Within this system an agent can be considered an expert on certain 
topics and likewise there are also designated experts. 

41. With respect to claims 9 and 29: Philonenko teaches the identifying of the at 
least one expert includes accepting the request for assistance from a single expert, 
(paragraphs 62-63 - out of 12 available agents 1 is chosen) 

42. With respect to claims 10 and 30: Philonenko teaches including notifying and 
excluding other experts from accepting the request for assistance, (paragraphs 99-102 - 
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user status is monitored; by monitoring user status agent is aware if case or question 
has been accepted by another) 
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CONCLUSION 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Heidi Riviere whose telephone number is 571 -270-1 831 . 
The examiner can normally be reached on Monday-Friday 9:00am-5:00pm EST. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, John Weiss can be reached on 571-272-6812. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a 
USPTO Customer Service Representative or access to the automated information 
system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 
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